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With the rapid expansion of the scale of the mobile network and the further 
improvement of the quality requirements of users for mobile communication, the 
importance of the operator to customer satisfaction is increasing. Complaint handling 
is the user experience the most direct and sensitive part of the quality of service, has 
been the various network operators of the work is an important part of, complaints 
handling results directly affect customer satisfaction and loyalty. The complaint 
handling process there is a network information release is not timely, network 
information sharing lag; increasing number of complaints of network to enhance the 
human costs caused by; rely on traditional methods for dealing with complaints 
processing timeliness and quality cannot be guaranteed. In order to improve customer 
satisfaction, improve the efficiency of business complaints handling, the need to build 
a comprehensive and efficient and targeted customer complaints support system to 
ease the problem. 
This dissertation analyzes the overall business requirements of fault complaint 
management according to the actual work requires of mobile network department, 
confirming the overall process of the system, after that doing the detailed analysis of 
system business requirements by UML tools, describing the functional requirements 
and non-functional requirements of system; then discussing the system design and 
system implementation and system test of system, and analyzing and expounding the 
correlative technology of system. 
The system is based on B/S mode, It requires low for client, system maintenance 
and upgrade is convenient; the development of technology using the MVC framework, 
which makes the system easy to manage and the code has good scalability; system 
used the .NET technology and SQL Server database technology, the system has good 
stability and easy operation. The system implemented the customer service personnel 



























analysis management, case sharing management , notification management and 
system management 7 function module. This dissertation describes the detailed test 
jobs of modules of system by black box testing technique, the test results show that 
each function module of the system has reached the expected requirements and the 
system has run condition. 
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